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Sometimes you can be disappointed when things 
go wrong with something you bought. 
Complaints might result from a misunderstand- 
ing, an error or purchases that do not meet the 
advertised claims. Dissatisfaction can come from 
not reading a store’s “no return” signs or not 
following instructions on the proper use and care 


of the product. 


Most problems between buyers and sellers can be 
solved by recognizing each other’s rights and 
responsibilities and using common sense. You 
have the right to expect quality products and 
services at fair prices. You also have the right to 
complain to businesses when you are not satisfied 
with your purchase. 


But you also have the responsibility to present 
your complaints accurately and fairly to sellers. 
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Shop smart. It pays. 


To avoid making a bad purchase, it is wise to 
follow the rules. 


A 
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Compare prices, guaranties or warranties, 
agreements and other features. Try to learn 
as much as you can about the product or 
service before you buy. 


Buy from sellers you know and trust. 


Ask friends and family about their experi- 
ences with products or businesses. 

Ask about the store’s refund and exchange 
policy. 

Ask what the seller will do if you don’t like 
what you bought. 


Make sure you understand what the 
guaranties, warranties or agreements say. 
Don’t be afraid to ask for a simpler or clearer 
explanation. 


Get any agreements or promises in writing. 


Keep your receipts, cancelled cheques, copies 
of ads, contracts, bills and other important 


papers. 





If you have a problem 


Sometimes you won’t get what you want even if 
you shop smart. But you may not have to settle 
for a product or service you are dissatisfied with. 
You have the right to complain. 


The success of your complaint depends on how 
well you prepare and present your case. Here are 
a few tips on how to complain effectively: 


[A First of all, make sure that you are not to 
blame for the problem. Did you: 


e read and follow all the instructions; 


e havea reasonable expectation of the 
product or service; 


e understand the agreement before signing; 
or 


¢ sign a contract with some blank sections? 


Pe Find out about your legal rights. Are there 
any laws or regulations that can help you? 
For example: visit your local library, contact 
the Consumer Information Centre or call a 


lawyer. 





Prepare your case well 
iA Clearly describe your problem. The better 


ei 


you understand the problem, the easier it will 
be to explain it to others. Expect the seller to 
ask questions. 


Get the facts straight. Collect all the evidence 
you can. Start a file on the complaint. Include 
all cancelled cheques, bills, receipts, warran- 
ties or guaranties, contracts, agreements and 
advertising or catalogue descriptions. 


Without proof of purchase and dates, you 
may have trouble getting action. If you still 
have the product and the package it came in, 
save them. Write down the details of spoken 
agreements or promises made at the time of 
purchase. (Next time, get them in writing!) 


Decide on a fair way to settle the problem. 

Do you want repairs or replacement? If the 
problem has cost you a lot of money, calcu- 
late your losses and expenses. Be as realistic 
and objective as possible when deciding what 
should be done to correct the problem. 


The clearer you are about the problem and 
how it can be fixed, the easier it will be to find 
a solution. 





Your course of action 


A Start by contacting the customer-relations 
office or manager of the store where you 
made the purchase. Allow each person you 
talk to enough time to solve your problem 
before going to someone else. Many 
consumer complaints are solved at this point. 


A Present your complaint promptly, accurately 
and politely. Delays, anger or threats will 
weaken your case. 


IA Keep a record of what happens. If you phone 
or visit the store, keep notes on the conversa- 
tion. Include names of the people you talked 
with and what each person did to help solve 
the problem. 





How to write a complaint letter 


RA If your phone calls or visits fail, write a 
complaint letter to the company. Generally, 
it is best to put your complaint in writing so 
you have a record of what happened. A good 
letter is one of your best tools to help solve 
problems. 


IA Letters often get a fast response. Some 
businesses require that you put the complaint 
in writing before they will take any action. 


IA Keep the letter brief and to the point. Write in 
a courteous and polite manner. Usually the 
person reading the letter was not responsible 
for the problem. Type the letter if possible. 

If it is handwritten, make sure it is neat and 
easy to read. 


A Keep a photocopy of your letter. Send 
photocopies of other records or documents. 
Send them by registered mail. 
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What to include 


your name, address and phone numbers at 
home and at work (be sure to call yourself 
by the same name throughout the letter); 


the date; 
the name and address of the business; 


a complete description of the goods or 
service, including serial numbers, or model 
names or numbers; 


date and location of the purchase; 


a description of the problem including a 
short history; 


what you want the company to do about 
the problem; (ask for a specific action) 


a list of the related documents that support 
your case; and 


ask for a reply by a certain time (allow time 
for action or response; such as two weeks) 


Enclose photocopies of any related documents 
and keep the originals. 


Consider all offers 


Carefully consider any offer to settle the 
complaint. Sometimes a compromise solution is 
better than nothing. You may want to consider 
accepting a partial settlement that seems fair. 





In summary 


Talk to the business right after the problem arises. 
Prepare your case well. Keep good records of 
your purchase and all steps you take to solve the 
problem. 


Set a realistic goal and consider all reasonable 
offers. 


If you are unable to solve your problem, seek 
outside help from consumer organizations, trade 
associations or government agencies. The last 
resort is to sue, either in Small Claims Court or a 
higher court. To qualify for Small Claims Court, 
the amount of the claim cannot be more than 
$1,000 ($3,000 in Metro Toronto). You do not need 
to hire a lawyer for Small Claims Court. However 
you do need solid evidence, and witnesses may 
also be helpful in presenting your case. To find 
out more about taking your case to court, contact 
the office nearest you. See the Bell Canada blue 
pages under Attorney General, Small Claims 
Court. 


The Ministry of Consumer and Commercial 
Relations works to educate consumers and 
businesses about their rights and responsibilities 
in the marketplace. 





For more information 
call or write to: 
Consumer Information Centre 
555 Yonge St., Main Floor 
Toronto, Ontario M7A 2H6 
Toronto 

(416) 326-8555 


(area code 807, call collect) 


Toll free 


1-800-268-1142 


TDD (hearing/speech impaired). 
(416) 326-8566 
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